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Complaint Tracking for NJ (06/01/2009-05/31/2010). Total Gustomer Contacts: 43

Tally late of
lomplaint

'lature of Complaint uale oI
Resolulion

-xplanation of Resolution

1 16/1 1 /09 lustomer had notes asking agent not to type answering
nachines or recordings, however, ihe agent typed
answering machine. The customer was thanked for taking
he time to lel us kno\r.

06/1 2/09 I he agent was coached on remainang focused on every call and
making sure to pay attention to the notes. The agent apologized

for the incorrect processing of the custome/s requesl and
assured the supervisor that she has been more diligent

2 06t22t09 Ihe customer was on hold to outbound for up to ten
minutes and while on hold the call went blank and the
agent hung up. The customer was apologized to and
assured that this information would be forwarded to the
appropriate supervisor.

06t22109 The agent was followed up with regarding this specific call. The
agent stated that the call was on hold for a long time and then
dropped. The agent 9ol a green disconnect flag indicating the

call had disconnected. The agenl said she typed to the inbound
c€ller "lost connection, would you like a redial?" but the inbound

hung up without responding to the agent.

3 06t24t09 I he customer's notes say to not type any messages or
.ecordings. The agent started io type the answering
11achine message. The customer was apologized to tor
ihis inconvenience.

07to2t09 After making a few calls for the inbound, the agent did
accidentally type a couple words of an answering machine

greeting, but remembered immediately the customer notes and
finished with sending the answering macro. The agent called

over a supervisor to witness whal happened and the supervisor
ended up taking over the call per the customer's request

(according to the agent). The agent was coached to atways look
over customer notes throughout the call in order to ensure

proper call handling procedures.

4 06/2ni 09 I he operator drd nol leave a message as the customer
had requested.

06t26t09 The agent was not identifred, The supervisor told the caller to
please have the agent lD in the future so that the problem may

be mrrected.

5 )6t26t09 q FL voice cuslomer said her sister is a TTY user and
lannot reach her using relay. She says the number is
'blocked," and AT&T said the problem is with the Relay
;ervice. Apologized for inconvenience, and explained that
'elay cannot block numbers. A follow up was requested.

06t26109 I he account manager called three times, but made no contacl
with this customer. The customer never called back with any

more complaints.

6 o I t11toc I he customer tned to place a dlrectory asststance call but
the agenl was unable to do it smoothly. Vvlen the
customer asked for the agent's lD the agent would not
disclose and got the supervisor. The customer felt that the
supervisor was evasive and reluctant to give out agent lD
but flnally relented. The customer has had growing
problems with relay and said thal "New Jersey, New
l\rlexico, and New York were the worst in comparison to
lhe service in California." Apologized to the customer for
this and said the agent should disclose lD when requested
end the supervisor should be more helpful and less
:vasive. We informed the customer that this issue would
le sent to the call center. No follow-up call requesled.

07 t11tog The team leader met with the agent. They wenl over proper call
procedures and the importance of providing the customer with
information that is requested. Team leader advised the agent

that if they experience problems of any type to notiry a
supewisor immediately so the situation can be resolved and the

customer will receive good customer service. The agent
understands.

07 t27 tog A NJ voice cuslomer has been unable to reach relay via
711 fot a couple of weeks by either home or cell phone.
Apologized for inconvenience, and provided the 800
lumber as an alternative. A follow up was requested.

07 t27 t09 The account manager spoke with the customer. The customer
expressed thanks for contacting her back and said everything
was fine. "l am so grateful for everything you do with Relay for

my family". No further follow ups.



8 07 t31t09 Accuracy of captions 47 t31t09 The customer shared feedback regarding accurasJ ot cepuon3
noting corrections were made bul the customef telt no enorg
should appear even if they are corrected. A customer selyice

representative apologized for the incident and lhanked the
customer for bringing their experience to our attention. The

feedback was received passed on to Call Center Management.
The customer did not have a specific call to report but iugt

wanted to share the general feedback. The custorn€r service
representative suggesled lhe customer consider documenting

the date time and agent lD of any future calls to allow us to take
specitic action wilh the agenl captioning the call.

I 08/o 1 /o9 \ccuracy of captions 08/01 /09 The customer shared feedback regarding accuracy o{ caplions.
A customer service representative apologized for the incident
and thanked the customer for bringing their experience to our

attention. The customer service representalive suggested thal
the customer document the date time and ageni lD of any future
calls to allow us to take specific action with the agenl captioning

the call.

10 06/03/09 \ New Jersey Try customer has Comcast as their long
listance carrier, but is getting the recording "You have
'eached the Sprint Network etc", when calling a long
jistanc€ number. Customer service apologized to the
)uslomer and lurned in a trouble ticket. Customer service
also called Comcasl to verify that the individual is a
lomcast customer, and also verifled no blocks on their
rumber. No follow up was requested.

08/03/09 I ecnnrcal Support went lhrough extensive testing, and did not
lave any blocking issues with lhis number. Comcali yve3 called

to get this resolved, since the issue needed to b€ ral€nsd b
their long distance carrier of choice. Customer dicl nol rcque3t
any follow up, but technical support left a message explsining

the resolulions and the referral lo Comcalt.

11 0at12t09 qccuracy of captions 08112109 I he cuslomer shared feedback regarding the excessive
occurrence ot (Speaker Unclea4 on some captioned calb. A

customer service representative apologized for the incidenl and
thanked the customer for bringing their experienoe to our

atlention. The customer service representative also suggesled
lhat the cuslomer document the date time and'agenl lD ol any

future calls to allow us to take specific action with the agent
captioning the call.

12 09/1 1 /09 q VCO customer experienced problems making long
listance calls via New Jersey Relay for the past month
rnd a half when he requested Comcast be entered into
ris Database. Apologized for the problem encountered
rnd advised thal a Trouble Ticket and complaint would
)e enlered regarding this issue. The cuslomer requested
bllow up as soon as possible.

1Z11tlg Several attempts to reach the customer have not gone through.
The phone rings, but then changes to busy. There has b€en no

conneclion to determine if this issue is still occuring.
Technicians were able lo resolve the long distance problem and

made successful calls. The customer has never called back.

13 J9t14tog f, isconnecuReconnect during calls 09/1 4/09 lne customer was sent informalion explaining the difierence
between a CapTel and a kaditional phone. Explained to

customer why disconnecureconnect might be occuning and
sent letter with tips to reduce the occurren@.

14 c9/ 1 5/09 ljraltng lssue - unable to dial regaonal 800 number 09/1 5/09 echnical Support made an ad.iustment so that the CapTel user
can successfully make a captioned call to a regional 800

number. lt was confirmed that the customer can successtully
make a call-



15 I 0/01/09 \ cuslomer has filed four previous complatnts. He has had

:o redial 15 times before reaching a live operator, and this

las been an ongoing Problem.

1 0/01 /09 Account Manager has handled this customer's complaints
before, and called 3 times using the previous contact

tnformation. The customer never returned any messages. The
Account Manager had to close the complaint.

16 1 0/09/09 fhe 91 1 operator stated when receiving an emergency

:all the agent was exlremely rude and cut off the 911

)perators' questions about relay. The customer service

rgent apologized for the inconvenience and stated that
he operato/s supervisor would speak with the agent. The

:ustomer did not request a follow-up.

1 0/09/09 I he team leader met wrm the agent. I ney went over proper call
procedures with particular attention to providing excellent

customer service. The importance of giving customers the best
experience possible was reiterated. The agent underslood.

17 10t12109 Accurac,y of captions 10l1zua9 The son of a new customer called to say that the captions were
nol accurate. A cuslomer service representative discussed

naccurate captions versus garbled captions/ missing lelters and
also explained corrected mistakes versus uncorrected. The son
was nol sure of the details but would pass along our need for
detail to the customer. The customer service representative

apologized for the incident and thanked the custome/s son for
bringing their experience to our attention. The customer service

representative suggested that the customer crnsider
documenting the date time and agenl lD of any future calls lo
allow us to take specific action with the agent captioning the

call.

16 1 1/09/09 q New Jersey VCO user says the greeting message is cut

rff before the "Go Ahead," and when she lries to talk to

ie operator lhere is no response. Apologized for the
nconvenienc€. A follow up was requested.

1 1/09/09 The Accounl Manager spoke wrth the customer, and sard she
was very nice. She had problems, but bought a new phone and

does not have any maior issues any more. The customer
thanked the Account Manager for calling and asking how she is

doing. No further follow up requested.

19 11/11tos The VCO customer stated that lately multiple operators
have not known how to use the privacy feature, and did

not provide any specific agenl lD. The customer requested

lhat VCO with privacy be slressed during the training and

also requested that writlen instructions on how to utilize
VCO with Privacy be placed on the operation tloor.

Customer stated that it wastes his time when the agent
ras to ask supervisor for their assistance. Thanked the
:ustomer and assured thal lhis info will be passed along

io appropriate personnel.

f1/ t 1/o9 nformalion was forwarded to appropriate personal.

20 11l20los { New Jersey VCO customer complained thal agents and

ler contacts can't hear her. "vvlat's wrong with relay?"

\pologized, and explained that with my volume on high, I

:ould not hear her and there is a lot of static on her line.

leferred to Verizon and the New Jersey Equipment
rrogram for trouble shooting with them. Customer did nol
)rovide supporting information for a trouble ticket. No
:ontact was wanted.

11t20trJg Technician could not lind any problem, other than some static.
Consumer did not request for any further contac{.

21 1 /30/09 A New Jersey voice caller who was unaware of what relay

service does complained about receiving these calls at her
place of work. She said the he agent was rude when
.epeating to her in "moronic tones" the explanation ol
'elay service. The customer feels this was unnecessary
and wanls a supervisor to address the issue. Apologized,
:xplained purpose ot relay and let caller know to alert the

;upervisor of the problem. Customer will contact the
lrogram manager via email.

'1 1i 30/09 The agenl remembers that the vorce caller struggled wth
communicating directly with the person and understanding that

the agent is transparent to the conversation. The agent
attempted to explain relay services several times. While it
seems ihe agent did maintain professional demeanor and

followed procedures the agenl was reminded to alert a
supervisor in the future if it appears that a customer is upset.



22 )'1104110 ihEtenfiia;a-Cep cGtomer informed when holding

or a long time and hung up on call' Apologized to the

)ustomer and let them know intormation would be

orwarded to the appropriate person. No follow up was

equested.

01t11110 @ing the call as thc agsnt wes

struggling due to garbling' The customer had lefi the line while

the TfY uler was typing and when the voic€ person came back,

the TTY user had typecl "Hang up" twice. The agent informed

the voice person lhat the customer is hanging up and released

lhe call. The TTY user was upset after the agent inlomed them

that the voice person hung up and thought the agent had huhg

up on the voice user. Agent was coached on what to do when

there is garbling wiih a Turbo TTY. The agent did call supervisor

apPropriatelY for assistance'

ih=Eilf a VeO user says that otten times when he and

rther relatives call to his mother (the VCO user) the line is

lusy. He says he can only get through if the agent redials

:he number. Agent apologized tor the problem and

rssured the customer that a trouble licket would be turned

n with the problem as stated. A call back was requested

01107110 ffiaccount manager cailed the son. He was pleasant and sato

that everything is working fine now and has not encountered

any turther problems. He said he appreciated the follow up' No

further aclion is needed'

23 )1 t07 110

24 )1 /09/1 0 fne cnstom€r called making a complaint that whenever

hey dial 711 from their VCO phone it either takes a very

ong time before the call is picked up by a relay operator

)r he has to dial 71 1 several times belore he can get a

elay operator, He said this has happ€ned mulliple times

lnd the most recently documented time was around 1:15

)m on January 9,2OlO. No follow up requested by the

:ustomer

01/09/10 @ue to tacr of information, and

no permission to contact the cugtomer.

25 1t17 t10 ifrETgent did not follow instructions, and typed out tne

ffrong message. Apologized and said the intormatlon

rould be passed on to the appropriate person' No follow

rp requested.

01/1 8/1 0 ffi the b€ginning ot th€ call

nol to type out the answering machine me$agp, but to let them

know an answering machine was playing. Agent sent (UR MSG

LEFT) instead ot (ANS MACH PLAYING). Thi3 wa3 contusing to

the customer and the customer becam€ upsct so the agent got

nervous and typed out the answering machine greeting, trying to

clear up the confusion. The agent was coached on being sure lo

focus on the call and following customer instruclionr'

iffi-gent annoGaed-lhe call even though the customet

rotes say not lo announce relay unless otherwise

nstructed. The customer was thanked foI their feedback'

rnd a follow uP was requested.

02t15110 TF-4tenilhougFtme-r lttnumber must b€ provided in every

situation. The agent was coached on proper prooedure and

practiced a Do NotAnnounce situation wilh the supervisor' The

agent demonstrated proper knowledge. The supervisor tried io

follow up with the customer that same day, but could not

complete the call. The number provided reached a disconnect
recording.

26 )2115110

27 )2116110 iffrEfT6ie was not heard. ozt1u1a The customer's son reponeo no olal rone grl lne vaP I Er' '
cuslomer service reptesentalive advised the customer to

perform a physical reset and this resolved lhe custome/3
exPerience.

28 )2t17 l1A echnical - General o2t17t'lo @mation.Yourcall will

be disconnected" message during a call that was disconnecied'

Customer service representative investigated and tound that the

agent on the call in question experienced technical difiiculties at

their station and a supervisor disconnected the call' The

customer service representative Explained to customer thal the

agent experienced technical difiiculties during her call and

apologized for the incident.



29 2t23110 C l-fy caller iaiO: 'This was the worst TTY operator. She

Jid not listen to me at all when I told her to leave all of my

Tessage on the answering machine."

o2123t10 tearn teaOer met with agent and went over some suggeslions

)n how to send a message. lt was suggested that if there is any

garble on the call and/or high use of American Sign Language

the ageni may need to type "message leave done finish" to
prevent an appearance of not leaving the message when the

agent actuallY did.

30 )2t23110 A customer asked the operator to redial a number to leave

a message and says she is not sure il they left the

message. The customer stated that the agent had a hard

time leaving a message and the agent did not follow her

instructions. The supervisor in charge tried to obtain

further information from the customer, bul the customer

was not being cooperalive. Supervisor tried to ask the

cuslomer if she would like a follow up call, bul the

customer did not provide any contact info.

ozt23t10 The agenl remembered this call. She said there were several

customer notes, such as; do not announce relay' do not type

the answering machine message, etc. The operator stated she

had read all of the notes but when she dialed the number she

was so focused on following the "do not announce relay"

instructions that she completely forgot the note about the

answering machine. She was coached to take her time with her

call processing and intorm the caller (one moment please) so

she can have more time to focus on following the notes.

31 ,2t23110 lhe captions stopped in the middle of a CapTel call. 031o2110 The customer reported thal the captions stopped ln the mlddle

of the call. The customer indicaled that the signal light is routed

through the CapTel. The customer service representative

discussed proper sefup procedure when using the CapTel with

other devices such as a signal light. The customer will correcl

the connection and see if that resolves the issue. The customer

service representative's technical research shows one call with

ditficulty maintaining a data modem connection on the day of
the reported incident and no other incidents since that time.

32 l3/05/1 0 rhe customer said that the agent dld nol lollow

nstructions and was very fruslrating to work with. Thanked

:alier for feedback and otfered a new agent.

03/0E/1 0 The supervisor discussed proper procedure with agent and
importance of focusing on the call and always lollowing

customer's instruclions.

33 )3t11t10 Dial Tone - Not heard 03/1 1/1 0 The customer could not receive dial tone. The customer servce
representative advised the customer to contact their telephone

@mpany to replace a possible taulty wall.iack identitied during

troubleshooting.

34 )3/1 5/1 0 )ial Tone - Not heard 03/1 5/1 0 The customers daugnter calleo stallng rnal ner molner nas ns

dial tone on her CapTel phone as well as her traditional phone.

The daughter indicated that other people in the area have

phone service. The customer service representative advised the

customer to perform a physical reset of the CapTel phorie and

any olher phones on the line which resolved the cuslome/s
experience.

35 )3/1 5/1 0 )ial Tone - Not heard 03/1 5/1 0 Ihe customer called and indicated that they had no dial tone on

their CapTel 200. The customer service representative advised

checking the connection to the phone line. Customer's relative

assisted with this and the phone is now functioning propedy'

36 l3/1 6/1 0 )ial Tone - Not heard 03/1 6/1 0 The customels daughter reponed no olal lone on tnelt uap I el

after a recent power outage. The customer service

representative advised a physical reset of the CapTel phone' lt

was confirmed that this resolved customet's experience.



- 

call where the Yoice PersonAoent said it was a "no announce can wlrtrE u E 'wrw PEr rv 
.

coitinuatty tried to speak to the agent' The agent tried.lo remain
-ii"..p.i!"r 

by typing what the voicl p€rson was taying to the

*rr"iltO not i"sponalng; both the inbound and outbound party

Ue"ate up.et. The agent was coached on a3king lor supervisor

assislance and was given suggestions on how to bener hanclle

a no announce call'

@layinggames'and
not relaying what the person was saying and wasn't

;iil;; directions. The customer was lhanked for their

i-" t"i it was also explained that it's relay's policy to

,"r*in tttntpat"nt and not be involved in calls This

inrort.tion will be fomarded to the appropriate person for

follow up with the agent.

03/1 8/1 0

37 J3l17l19

04122t10 PTel had no dial

tone. fne customer service represenlabve advised the. 
.

:usto-mei to perform a physical reset of he CapTel phone which

resolved the customer's experienca'

38 )4t0?,10 lial Tone- Not heard

04128110 @ requested' He te[ that a

oetay-in typing may have caused the outbound to hang up' He

*aa aor"tt"O-on being sure to use natural voice inlleclion and

to*"it",ion.' flow soihat it does not impacl the call negatively'-- 
A follow up email was sent to the cr'storn€r on 5/3/10'

39 )4t27 l1g The notes for this call salo oo r

*iirrr p'.""0, the outbound hung up after 2 lines saying

tn"y 
"oriOn't 

ttf" "these kinds'of calls' The customer

."ii tn"t tni. means the agent must have announced'

np"'"gi."J for any inconulnience The customerwould

like a follow uP email.

c4128110
m their CaPTel

pno*. fna customer service representauvc inrestigated the

issue and tound that there was an issu€ with the anstome/3

pn*" fina. The customer subsequen$y repotled that thei'

inon" .otp"ny had found and identified a line issue The
' 

customer confirmed that this resolved their exp€rienc€'

40 )4128110 lial Tone - Nol hearo

05/05/1 0 @eonheircapTel
il;;;. ftr.i"ter Service Representative advised a phy:91
'r"."iot t 

"t 
pnone. The customer confirmed that this resolved

the Problem',

41 )5/05/10 )ial Tone - Not hearo

05114110 @acatt tnecaPuon3

ilarted to display "Speaker Unclead every time her caller spoke'

The customer provided specific call data' A cusiom€r

reoresentative apologized for the incidenl ard thanked the

"u"i[."t 
tot the feedback. This call detail was shared with Call

--C"nt"t 
management tor follow up with the Communication

Assistant bY the suPervisor'

42 l5/1 3/1 0 \ccuracy ol caPtlons

05/1 9/1 0 -cus-ffiEF'a$r 
rerned no dial tone on therr sap I er

pn""". n Customer Service Representalive-advised the..

custimer to perform a physical reset of the CapTel phone which

resolved the customer's experience'

43 l5/1 9/1 u )ial Tone - Not hearo
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